The Research on Personalized Service System of Five Star Hotels Based on Big Data ——Taking Sheraton Xiamen Hotel for an Example by 黄丽霞
学校编码：10384 
学号：17820121151144
         
硕  士  学  位  论  文
         
基于大数据构建的五星级酒店个性化服务体系研
究 ——以厦门喜来登酒店为例
         
The Research on Personalized Service System
of Five Star Hotels Based on Big Data
——Taking Sheraton Xiamen Hotel for an
Example
         
黄丽霞
         
指导教师：颜亚玉   
         
专业名称：旅游管理硕士    
         














         





         
         
另外，该学位论文为(                  )课题(组)的研究成果
，获得(                    )课题(组)经费或实验室的资助，在(
          )实验室完成。(请在以上括号内填写课题或课题组负责人或
实验室名称，未有此项声明内容的，可以不作特别声明。)
         
         
         
声明人(签名)：
         
         














         







         
         
本学位论文属于：
         
         
(     )1.经厦门大学保密委员会审查核定的保密学位论文，于
年 月 日解密，解密后适用上述授权。
         
         
(     )2.不保密，适用上述授权。
         





         
         
         
声明人(签名)：
         
         














         







































         
         
With the rapid development of market economy,the improvement of new
technique
and high techonology make the consumers' choice more diverse and their
demand
more personalized.Facing the diversity of the consumers' demand and the
division of
market, the hotel need the think from the consumers' perspective and enhance
their
satisfaction during the service.On the other hand, it is necessary to build up a
method
based on the exploration and summarization of data to know the consumer'
internal
demand and provide the guideline and reference for creating the unforgettable
personalized experience for consumers.
Chapter one brings forward the research background and significance of the
selected
topic. It briefly reviews the concept and basic features of personalized service and
big
data. It discusses the relationship between personalized service and big data. It,
also,
introduces the research status in abroad.Chapter two uses the PEST model
deeply
dissect the macro environment of the hotel industry. It expounds the facing
opportunities and adjustments. Since a new development period, the hotel
industry has














this article proposes the contents about personalized services and the importance
of
personalized service to high-starred hotels. Then, it deeply dissects the current
situation and existing problems of personalized service, and finally, solutions are
proposed.It is based on research of the first three chapters, empirical analysis of
personalized service is done by author.The personalized service is shown by
enterprise groups and independent hotels respectively. Especially, the real data,
such
as operating data, client information and order modifiers, are from Xiamen
Sheraton.
By using analysis for competitive products, customer analysis and customer
classification, the specific executable responses to promoting personalized
service is
proposed.
Finally, the conclusion part of this article is summarized, and it points out the
deficiencies of this research.
Based on the case study of Xiamen Sheraton Hotel, this paper aims to focus on
the
importance of hotel personalized service in the era of Big Data, to carry out
empirical
research from the perspective of practice, to analyze and observe its preliminary
effect.
Therefore, this paper can provide some ideas for high star-rated hotel
personalized
service in the era of big data and some reference for the relevant departments.
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